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PROVISIONING

Service Quahty Measuremen:s
Regional Performance Reports

Order Completion Interval Distribution and Average Completion [nterval

UNE SON DESIGS ~aime Das N
Dispart
S0 reats : AN AN \
=t Circuns | X X Y
No Dispatch :
v v AN AN
Al AN \
L NE DESIGN . same Day 2 Average? Completon [ntery
Dispatch i
© 17 Circurts ‘ X X X Ay X
= Circunts SN X X
No Dispatch 1
<1 Cercutts ' AN X X
-= 10 Circuits LN X X
UNE LOOPS w LNP* Same Dav [ 1°¢ < Average Compieton Intenal
Dispatch
<3 Circunts X X X
»= £ Curcunts AY X X X
No Disparch
< 5§ Circuits X X X X
»= § Circutts J X X ( X
LOCAL < 1 0 Averape Completor Intena
INTERCONMNECTION
TRUNKS
Dispatch X X X
No Dispatch X X X
RESALE DESIGN J-3 18 BT te 20 [ ¢t-25 T 26-30 ] »30 verage Completicr irtenva
Dispatch
CLEC orders
<10 Curcusts x X X
>= 10 Circuits x X x I
BST orders ‘
< 10 Circuits i X x X X
>z 10 Cireyits X X X
No Drispaten
CLEC orvers
< 10 Circuits 3 X X x
>= 10 Circuits
BST orgers
< 10 Circuits x X X x
Ll X X X .

*Note: Currently cannot separately identify UNE Loop with LNP orders. [ncluded with UNE Design or UNE
Non Design based on how ordered by the CLEC




PROVISIONING

Service Quality Measurements RERIVASE
Regional Performance Reports

Function: Held Orders

Measurement When delays occur m completing CLEC orders, the average period that CLEC orders

Overview i are held for BST reasons. pending a delaved completion, should be no worse for the
CLEC when compared to BST delayved orders

Measurement I Mean Held Order Interval = ~ (Reporting Peniod Close Date - Commutted Order Due

Methodology

[ Date) Number of Orders Pending and Past The Commurtted Due Datey for ail orders

pending and past the commutted due date

This metric (s computed at the close of each report period  The held order interval s
established by first identifving all orders. at the close of the reporting interval. that both
have not been reported as “completed” via a vahd completion notice and have passed
the currently “committed completion date” for the order. For each such order the
number of calendar days between the commutted completion date and the close of the
reportng period 1s established and represents the held order interval for that particular
order. The held order interval is accumuiated by the standard groupings. unless
otherwise noted. and the reason for the order being held. :f identified. The total number
of days accumulated in a categony 1s then divided by the number of held orders within
the same category to produce the mean heid order interval.

2. Held Order Distribution [ntervals

(=2 of Orders Held for 2 90 days) (Total = of Orders Pending But Not Completed) X
100.

| (# of Orders Held for 2 15 davs) (Total = of Orders Pending But Not Completed) X

100.

This “percentage orders held” measure i1s complementary to the held order interval but
is designed to reflect orders continuing in a "non-completed” state for an extended
period of time. Computation of this metric utilizes a subset of the data accumulated for
the "held order interval” measure All orders. for which the “held order interval™ equals
or exceeds 90 or 15 days are counted. unless otherwise noted as an exclusion. The rotal
number of pending and past due orders are counted (as was done for the held order
interval) and divided into the count of orders held past 90 or 15 davs.

Definition: Average time orders continue in a "non-complete” state for an extended
period of time.

Methodology:
¢  Mechanized metric from ordering svstem.
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Service Quality Measurements
Reglonal Performance Reports

PROVISIONING

Reporung Dimensions:

! Excluded Situations

o CLEC Specific

o (CLEC Aggregate

s BST Aggregate

e State and Regional Level

t

o Anv order canceled by the CLEC will b
excluded from this measurement
e Orders held for CLEC end user reasons
e Orders held for BST end user reasons
e Order Acuvities of BST associated with

| internal or administrative use of local services

—,

e

Data Retained Relating to CLEC Expertence

| Data Retained Relating to BST Performance

e Report Month

o (CLEC Order Number
e Order Submission Date
o Commited Due Date

o Senvice Type

¢ Hold Reason

s  State and Region

| ® Report Month
Lo Average Held Order Intenval
‘\ ¢ Standard Error for the Average Held Order
i Interval
| o Service Type
1‘ e Hold Reason
e State and Region

Held Order Interval Distribution and Mean Interval

7o 10 Davs 2= % Davs ?o =90 Davs Mean Inreral
Faciines T Eauip Otner Fac . ues Eauip | Oner Fac: nes Eue i nner it es Fir | ~er
Lacal Interconnection o : j
Trunks X X X ’ X NN
H
UNE Non Design X x b« X X X \ I oA
' ! i -
UNE Design Xy { X X X X v X
Resale - Residence X X 1 X X X X N X
! ;
Resale - Business X kN ]l X X X X X I LN
Resaie - Design X X ‘ X X X 5 X k X \ \
UNE - Loops w LNP® X X L X X X X \ N .
BST Residence T X YV X ‘ X X X [ X ‘T X ) A AN
| ‘f 1
BST Business [ X l vobox l X l N R «

*Note: Currently cannot separately identifs UNE Loop with LNP orders. Included with UNE Desiun or t ' N\NE
Non Design based on how ordered by the CLEC
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Service Quauny Measurements Ty
Regional Performance Reports

PROVISIONING
Function: Installation Timeliness. Quahny & Accuracy
Measurement The “percent missed instalfation appointments’™ measure monitors the reliabiliny, of BST
Overview | commutments with respect o committed Jue dates to assure that CLECs can reliabh
quote expected due Jates to their retall customer as compared to BST  Percent
. Provisioning Troubies within 30 davs of Installation measures the qualiny ot installation
| ‘activities and Percent Order Accuracs measures the accuracs with which services
" ordered by the CLECs were provided
Measurement i Perient Missed Installation Appomtments = iNumber of Orders missed in

Methodology

|
!
|

excluded.

Reporung Period) (Number of Orders Completed in Reporting Peried) X 100

Percent Missed Installation Appointments is the percentage of total orders processed tor
which BST notifies the CLEC that the work will not be completed as commutted on the

original FOC

Definition Percent of orders where completions are not done by due date on order
confirmation. Misses due to CLEC End User Reasons or BST End User Reasons are

Methodology:
e  Mechanized metric from ordering syvsteém

2. %o Provistoning Troubles within 30 days of Installation = ~ (All Troubies on

Services installed < 30 days in a calendar month) (Al Installations in same calendar
month) X 100

Definition: Measures the quality of completed orders

Methodology:
Mechanized metric from ordering and maintenance systems.

3 Percent Order Accuracy =( ~ Orders Completed w o error) ( _ Orders Completed)
X100

| Definition: Measures the accuracy and completeness of BST provisioning service by
comparing what was ordered and what was completed.

Methodology: Current report based on statistical sample.
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Service Qualits MesLrements
Regional Performance Reports

PROVISIONING

TN

Reporting Dimensions:

' Encluded Situations

s CLEC Spectfic

o CLEC Aggregate

e BST Aggregate

e State and Regional Level

& CLEC End User Reasons
"»  BST End User Reasons

Data Retained Relating to CLEC Experience

" Data Retaned Relaung to BST Pertformance

o  Report Month

e CLEC Order Number

e Order Submussion Date
e QOrder Submission Time
e Status Type

e  Starus Nouce Date

e  Status Notice Time

s Standard Order Activiny

s  Reporr Menth

o  BST Order Number
Order Submussion Date
. & Order Submession Time
P e Status Tvpe

e ~tatus Notice Date

¢ Status Notice Time

;o Standard Order Actvity

e State and Region Level { ® State and Region Level
Percent Missed Installation Appointments
Dispatch No-Dispaien ! Dspaten 1 No-Dispatch Toal
1 L Oniy
Sokts =t cks Ty ] vSchs b R S R
U xal Interconnecticn T I i ( X
Trunks ! , :
i i
('NE Non Desiyr ‘ : X l X ] X X |
i ! | :
{ NE Design i o ‘] X X o
Resale - Residence ; X | X X X 5
Resale - Business 1 X X X X
Resale - Design X | X X X
UNE - Loops w LNP*® X X X X
BST Residence X X X X
BST Business X X X X
Percent Provisioning Troubles within 30 days of Installation
| Dispatch 1 No-Dispatch j Tatal Omin
Local (nterconnecton : X
Trunks
L'NE Non Desum X X |
UNE Design X X
Resale - Residence X X
Resale - Business X X
Resale - Design X X
UNE - Loops wLNP®
BST Residence X X
BST Business X X

*Note: Currently cannot separately identify UNE Loop with LNP orders. Included with UNE Design or UNE

Non Design based on how ordered by the CLEC.
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Service Qualith Measurements RERIVERA
Regional Pertormance Reports

MAINTENANCE & REPAIR (MR)

Function: | Customer Trouble Report Rate

Measurement | This measure can be used to estabinsh that CLECs are not compentively disadvantaged.
Overview { compared to BST. as a result of experienc:ng more frequent incidents of trouble reports
Measarement | | Customer Trouble Report Rate = :Count of [mitial and Repeated Trouble Reports i
Methodology the Current Periody  (Number of Service Access Lines in Service at End of the Report

Pertody X 100 Note Local Interconnecnion Trunks are reported onls as totai troubles

The fregeency of rouble metric 15 computed by accumulating the total number ot
maintenance tickets fogged by a CLEC with BST) during the reporting period. The
resulting number of tickets 15 divided by the total number of “service access lines”
existing ror the CLEC at the end of the report pertod

Detinition. [nitial and repeated customer direct or referred troubles reported within a
calendar month where cause 15 in the network (not customer premises equipment. inside
wire. or carrier equipment) per 100 iines circuits in service.

Methodology - Mechanized metric trouble reports and lines in service captured n
L maintenance database(s).

Reporting Dimensions: | Excluded Situations:

s CLEC Specific 1 & Trouble tickets canceled at the CLEC request

o CLEC Aggregate e  BST trouble reports associated with

o BST Aggregate administrative service

e State and Regional Level . Instances where the CLEC or BST customer
requests a ticket be “held open” for monitoring

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Pertormance:

e Report Month ¢ Report Month

e CLEC Ticket Number e  BST Ticket Number

e Ticket Submission Date Ticket Submission Date

Ticket Submission Time
Ticket Completion Time
Ticket Completion Date
Service Tyvpe
Disposition and Cause
State and Region Level

o Ticket Submussion Time
o Ticket Completion Time :
e Ticket Completion Date

e Service Type

e Disposition and Cause

¢ State and Region Level !

¢ &6 & o o o o
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Servioe udhin Meusarements DTy

Regional Performance Reports

MAINTENANCE & REPAIR (MR}

Customer Trouble Report Rate

| D apann Dy I e
Lowdr irters nnecten Trunks ! ‘] X
1
Resae Re gemoe \ X AN ‘ AN
Resale 8-y, AN Al ! AN
i
Rewaie De oo AN E AN
UNE Design X j ‘ Y
UNE Non Desim AN \ }‘ X
UNE Loop » LNP®
BsT
Local [nterconnection Trunks X
Retaii Resigence X X X
Retail Business X X X
Retail Design X X X

Note*: Maintenance data for UNE Loop and LNP combinations cannot be produced because they are tracked
separately, WFA (Loop) and LMOS (LNP) respectivehy

Function: Missed Repair Appointments

Measurement When this measure is collected for BST and CLEC and then compared. it can be used to

Overview: establish that CLECs are receiving equally reliable (as compared to BST operations)
estimates of the time required to complete service repairs.

Measurement 2. Percentage of Missed Repair Appointments = (Count of Customer Troubles Not

Methodology:

Resolved by the Quoted Resolution Time and Date) (Count of Customer Trouble
! Tickets Closed) X 100.

Defimtion: Percent of trouble reports not cleared by date and time committed.
Appotntment intervals vary with force availabuity in the POTS environment. Specials
and Trunk intervals are standard intervai appointments of no greater than 24 hours

biethodology: Mechanized metric from maintenance database(s).

Reporting Dimensions: Excluded Situations:

e CLEC Specific s Trouble tickets canceled at the CLEC request

o CLEC Aggregate o BST trouble reports associated with

e BST Aggregate ‘ administrative service

e State and Regional Level ¢ Instances where the CLEC or BST customer
requests a ticket be "held open’” for monitoring

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

¢ Report Month ¢ Report Month

e CLEC Ticket Number ¢ BST Ticket Number

¢  Ticket Submission Date s  Ticket Submission Date

e Ticket Submission Time *  Ticket Submission Time

¢ Ticket Completion Time o  Ticket Completion Time

e Ticket Completion Date o Ticket Completion Date

e Service Type e Service Type

e Disposition and Cause »  Disposition and Cause

e State and Region Level e State and Region Level
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Service Quahty Medsurements RS
Regionai Performance Reports

MAINTENANCE & REPAIR IMR)

Missed Repair Appointments

! (SN ING ; AN G !

Resaie Rev.dence
Resaie Buaress
Resare Devgn®®
UNE Design®®

UNE Non Design

UNE Loops w LNP*

= v
Coval Inferconnecian Taunths i

BST

Rerail Residence
Retail Business

Retaii Design”*

Locai Interconnection Trunks®®

Note*

Maintenance data for UNE Loop and LNP combinations cannot be produced because they are tracked

separately. WFA (Loop) and LMOS (LNP) respectively
Note**: Customer Trouble Reports related to Interconnection Trunks and Design services are not given

appointments. but are handled on a priority first in. first out basis.

Methodology

Function: Quality of Repair & Time to Restore

Measurement This measure, when collected for both the CLEC and BST and compared. monitors that
Overview; CLEC maintenance requests are cleared comparably to BST maintenance requests.
Measurement 3. Out of Service > 24 Hours = (Total Troubles > 24 Hours) (Total Troubles) X 100

i 4. Percent Repeat Troubles within 30 Days = (Total Repeated Trouble Reports within

30 Davs) (Total Troubles) X 100
5. Maintenance Average Duration = (Total Duration Time) (Total Troubles)

Definition: For Out of Service Troubles (no dial tone, cannot be called or cannot call
out): the percentage of troubles cleared in excess of 24 hours.

For Percent Repeat Trouble Reports within 30 Days: Trouble reports on the same
line:circuit as a previous trouble report within the last 30 calendar days as a percent of

total troubles reported.

For Average Duration: Average time from receipt of a trouble until trouble is status
cleared

Methodology: Mechanized metric from maintenance database(s).
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Service Quauty Measurements RERIVEST
Regional Performance Reports

MAINTENANCE & REPAIR (MR)

Reporting Dimensions:

( Excluded Snituations

e« CLEC Specific

e CLEC Aggregate

e BST Aggregate

e  State and Regional Level

+

o Trouble uckets canceled at the CLEC reguest

e BST trouble reports associated with
Wdmenistrative service

e Instances where the CLEC or BST customer

j requests a ticket be “held open’ for mon:toring

Data Retained Relating to CLEC Experience:

i Data Retained Relating to BST Pertormance

e Report Month

o Total Tickets

CLEC Ticket Number
Ticket Submission Date
Ticket Submission Time
Ticket Completion Time
Ticket Completion Date
Total Duration Time

¢ Service Type

¢ Disposition and Cause

e State and Region Level

® & o o o

e Report Month

.o Total Troubles

e Percentage of Customer Troubles Out of
Service > 24 Hours

o Total and Percent Repeat Trouble Reports with
30 Days

e Total Duration Time

"o Service Type

e  Disposition and Cause

e  State and Region Level

Out of Service more than 24 Hours

Dispatch No Dispatch Total
Local Interconnecnion Trunks**
Resaje Residence X X X
Resale Business X AN X
Resale Desn_zn"
UNE Design
L'™NE Non Design X X X
UNE Loops w LANP® i f
BST |
Local Interconnection Trunks®®
Retall Residence X X X
Retail Business X X X
Retall Design®®

Note*: Maintenance data for UNE Loop and LNP combinations cannot be produced because they are tracked
separately, WFA (Loop) and LMOS (LNP) respectively

Note**: Customer Trouble Reports related to Interconnection Trunks and Design Services are all considered as
out of service and are handled on a priority first in. first out basis. A more appropriate measurement
for these services is “Maintenance Average Duration’.
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Seryice LQudhits Messgrements
Regional Performance Repoms

MAINTENANCE & REPAIR (MR)

Percent Repeat Trouble within 30 Days

! Dhipateh i NG e 1 T ra
Local Interconnectior Trunks®® } | }
Resgie Residence ‘ A . } AN
|
Resaie Business i \ * i
Resae Des oo \ \
UNE Desogn \ %
UNE Non Desion ‘ \ : N i X
| ! i
UNE Loops w LANP® | |
BST
Local Interconnectior Trunks®®
Retail Residence X Y X
Retall Business X i X
Retail Design X X X
Maintenance Average Duration
I Drspatch i o Dispatch Total
Local [nterconnection Trunks "7 X
Resale Residence [ X X X
Resale Business X | X X
Resale Design X AN X
UNE Design X X X
UNE Non Design X AN X
UNE Loops w LNP*
BST
Locai Interconneciion Trinks X
Retail Residence X X X
Retal Business X X X
Retart Design X X X

Note*: Maintenance data for UNE Loop and LNP combinations cannot be produced because they are tracked

separately. WFA (Loop) and LMOS (LNP) respectively.

Note**: Current WFA design does not support repeated trouble report tracking.
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Service Dyt Measurements T

Regional Performance Reports

MAINTENANCE & REPAIR (MR

Function Average Answer Time - Repair Centers

Measurement | @ This measure supports monitor:ng that BSTs handling of support center calis from
Overview L CLECs is at least in parity with support center cails by BST's retail customer
Measurement E 6. Average Answer Time for UNE Center. RRC & BRC =1 Total time :n seconds for

Methodoiogy

UNE Center. RRC & BRC responses + Total number of calls) by reporting period
' Definition’ This measure demonstrates i average response tme for the CLEC o
contact a BST representative

|
I Methodology: Mechanized report from Repair Center Automatic Call Distributors

Average Answer Time - Repair Centers

Average Answer Time Month in Seconds

Business Repair Center Residence Repair Center UNE Center

| Region Total

X X X

.

Methodology:

Function: OSS Response Interval

Measurement e  This measure 1s designed to monitor the time required for the CLEC nterface

Overview: svstem to obtain from BST's legacy syvstems the information required to handle

, maintenance and repair functions. Comparison to BST results allow conclusions as

to whether an equal opportunity exists for the CLEC to deliver comparable
customer service. This measure also addresses the availabilitn of the OSS nterface
for repair and maintenance.

Measurement 1. OSS Response Interval = Access Times in {ncrements of Less Than or Equal to 4

Seconds. Greater Than 4 Seconds but Less Than or Equal to 10 Seconds, Less Than or
Equal to 10 Seconds. Greater Than 10 Seconds. or Greater Than 30 Seconds

Definition: Response intervals are determined by subtracting the time a request is
submitted from the time the response 1s received. Percentages of requests falling nto
the categories listed above are reported. along with the actual number of requests falling
into those categories. This measure demonstrates that the response times for accessing
legacy data needed for maintenance & repair functions are comparable for the CLEC
and BST interfaces.

Methodology: Mechanized reports from OSSs.

2. OSS Interface Availability = (Actual Availability)/(Scheduled Availabiliny) X 100
Definition: This measure shows the percentage of time the OSS interface s actually
available compared to scheduled availability. Availability percentages for the CLEC

and BST interface systems and for legacy svstems accessed by them are captured.

Methodology: Mechanized reports from OSSs.
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Servi udnt Ve psufements 4
Regienal Performance Reports
MAINTENANCE & REPAIR (MR)
OSS MAINTENANCE AND REPAIR RESPONSE INTERVAL
{ T 1 Aserage Rc;pgnsc lire
l Transaction Totals S A Sl P b wcxuhj = Sec | N Jr
Transacton same | © [ 70 T3 T oo L T S
-+ I I e — } IR ~ + 4
TR T T -
-Count A A A A I N T S R N
7ot Tl ' l ’ DON LN NN N Y | N J NN Ny
DLETH i ‘ ‘ ; ! I ; ; ; T
- Count NN N X X RSN AT X Ny oy oy
oot Toal ; DN LN DN BEEEEREEEEEEEY
DIR ] —T - I I R 0
- Count L X SO S Y X AU b AN [ Npx X \
caofToal b ] DX K N Ny RS EN RN
OSPCM i T r | ‘ ‘ ‘ , I 1
-Count A R 0 T R T Ol U O O N
-2, 0f Total L L X L.\J XX X [ N X NN DN D e
LMOS ’ i i ' ' N i ‘
- Count X I N X X | X XX o]ox X X X X ! X NN
-2 of Total . N b b e
LMOSupd ! | / T g
- Count XX X XX X X XX X X X x| ox X
oofTol | 1 XX N X [ x [ X X | X J X X Lo boN |
MARCH | T ] 1 i
- Count XX (X X | X X { X, X | X X | X X DX XXy
- % of Total NN X X | X X NN XY ol x
Predictor | i -
- Count XXX O N ‘ vox | X O O R O N
-%5 ot Total N XN TN N X X | X TN DX X X
SOCS ‘ i
- Count X X X X X X f X X X X X X X | X 1
- %0 of Total XL XX ] X ] x| x X | X | X X b g
LNP 4 1 ‘ ; ‘
- Count X X X X | X | X x| X [ X CLXOl X N X Y
cooofToal | XLXL.\'J\'[.\'l.\'Lx X pox Ll v

0SS Maintenance and Repair Interface Availability

| OSS Interface % Availability
CLEC TAFI X
BST TAFI X
LMOS Host X
MARCH X
SOCS X

Page 13



Service (Jualit. Medsursments Sy
Regional Performance Reports

BILLING
Function: | Invoice Accuracy & Timeliness
Measurement | The accuracy of billing invoices delivered by BST 1o the CLEC must provide CLEC
Overview: with the opportunity to deliver bills at least as accurate as those Jelivered by BST
Producing and comparing this measurement result for both the CLEC and BST allows 3
| determination as to whether or not parity exists
Measurement ‘ 1. Invoice Accuracy = [(Total Local Services Billed Revenues during current
VMethodology: | month) - ( Total Adjustment Revenues during current month.} Total Local
. Services Billed Revenues during current month] x 100
| This measure provides the percentage accuracy of the billing invoices for a CLEC by
dividing the difference between the total milled revenue and total adjustment revenues
by the total billed revenues during the current month
2. Invoices Timeliness ={ (Total number of billing invoices released in the current
month) - (Number of billing invoices released within target number of days after
the Bill Date) / (Total number of billing invoices released in the current month)| x
1100
t This measure provides the percentage of hilling invoices for a CLEC released for
delivery within target number of days after the Biil Date starting with the date after the
Bill Date. CRIS-based invoices should be delivered within five (3) workdays. and
CABS-based invoices should be delivered within seven (7} calendar days
Objective: Measures the percentage of accuracy and timeliness of billing records
delivered to CLECs in an agreed upon format.
Methodology: Under Development
Reporting Dimensions: Excluded Situations:
e CLEC Specific * Any invoices rejected due to formatting or
e CLEC Aggregate content errors
o BST Aggregate
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:
s Report Menthly None
e [nvoice Type
B  Resale
® Unbundled Element Invoices (UNE) i
8 Local [nterconnection Trunks 1

Invoice Accuracy
Reported Month:
Invoice Type:

Total Billed Revenues Total Adjustment %5 Accuracy
Revenues
CLEC A X X
CLEC AGGREGATE X X X
BST AGGREGATE X X (
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BILLING

Service Quanthy Measurements ey
Regional Performance Reports

Invoice Timeliness

Reported Month:

Invoice Type:
ToR L Re ened 5 B s Released
P rklan ho Tyt
CLEC Repyming
Reyion
- Resare T AN |
=z — 1 D
- Locar [nterconnection Tunks ' 41 \
BST aggregate
Region
- Retail Residence X .
- Retari Business X ]

Function: Usage Data Delivery Accuracy, Timeliness & Completeness

Measurement The accuracy of usage records delivered by BST to the CLEC must provide CLECs

Overview: with the opportunity to deliver bills at least as accurate as those delivered by BST
Producing and comparing this measurement result for both the CLEC and BST allows a
determination as to whether or not parity exists.

Measurement 1. Usage Data Delivery Accuracy = (Total number of usage data packs sent

Methodology:

during current month) - (Total number of usage data packs requiring
retransmission during current month) / Total number of usage data packs sent
during current month
This measurement captures the percentage of recorded usage and recorded usage data
packets transmitted error free and in an agreed upon format to the appropriate CLEC. as
well as a parity measurement against BST Data Packet Transmission.

2. Usage Data Delivery Completeness = (Total number of Recorded usage
records delivered during the current month that are within thirty (30) days of
the message(usage record) create date) (Total number of Recorded usage
records delivered during the current month)

This measurement provides percentage of recorded usage data (BellSouth recorded and

usage recorded by other camers) processed and transmitted to the CLEC within thim

(30) days of the message (usage record’ create date. A parity measure ts also provided

showing completeness of BST messages processed and transmitted via CMDS.

3. Usage Data Delivery Timeliness = (Total number of usage records sent within
six(6) calendar days from initial recording/receipt) / (Total number of usage
records sent)

This measurement provides percentage of recorded usage data(BellSouth recorded and

usage recorded by other carriers) delivered to the appropriate CLEC within six (6)

calendar days from initial recording. A parity measure is also provided showing

timeliness of BST messages processed and mansmitted via CMDS.

Objective: The purpose of these measurements is to demonstrate the level of qualin
and timeliness of processing and transmussion of both types of usage data (BellSouth
recorded and usage recorded before other carriers) to the appropriate CLEC.

Methodology: The usage data will be mechanically transmitted to the CLEC data
processing center once daily. Timeliness and completeness measures are reported on
the same report.
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Service Qualithy Measyrements
Regional Performance Reports

BILLING

Reporting Dimensions:

e (CLEC Aggregate
e CLEC Spectfic
e BST Aggregate

None

LExcluded Situations:
i ]

!

1

Data Retained Retating to CLEC E\perience:

Data Retained Relating to BST Performance:

e  Report Monthiy
e Record Thpe
8 CMDS (Centralized Message Delivers
System)
8 Non-CMDS

e Report Monthly
; *  Record Tyvpe

Usage Record Accuracy(Records)
Reported Month:

T

Total Usage T
Records Delivered |

Reported Month

Total Records
Delivered per EMR

o Accuracy

Standards
CLEC A X X
CLEC Aggregate ‘ X X X
BST Aggregate X . N X

Usage Records Timeliness and Completeness
Report Period.

CLEC A CLEC Aggregate BST Aggregate
Davs Total Cumulative Davs Total Cumulative Days Totat Cumulative
Delay Volume %q Detay Volume *a { Delay Volume o
X X X X X X | X X X
X X X X N X X X X
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Service Quaits Melsurements RPN
Regional Performance Reports

OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll. DA,

Function: Speed to Answer Performance
Measurement | The speed of answer delivered to CLEC retal! customers. when BST provides Operator
Overview: Services with Toll Assisted Calls or Directors Assistance on behalt of the CLEC, must

be substantiaily the same as the speed o answer that BST delivers 1o 1ts own retail
customers, for equnvalent local senvices  The same faciliies and operators are used o

i ‘handle BST and CLEC customer calls. as well as inbound call queues that will not
| differentiate berween BST & CLEC wer <2

Methodology:

Veasurement @

1. Average Speed to Answer (Tolbh =
. T(Total Call Waiting Seconds® t Tutal Jalls Served)

2. Percent Answered within “ X" Seconds (Toll) =
| Derived by converting the Average Speed to Answer (Toll) using BellCore Statistical
Answer Conversion Tables. to armive at a percent ot calls answered in less than ~ X7

seconds

3. Average Speed to Answer (DA) =
T (Total Call Waiting Seconds) {Total Calls Served)

4. Percent Answered within “X" Seconds (DA) =
Derived by converting the Average Speed to Answer (DA) using BellCore Statistical
Answer Conversion Tables. to armtive at a percent of calls answered in less than "X

seconds.

Definition:
Measurement of the average time in seconds calls wait before answer by a Toll or DA

operator and the percent of Toll or DA calls that are answered in less than a
predetermined timeframe.

Methodology:

The Average Speed to Answer for Toll and DA 15 provided today from monthly svstem
measurement reports, taken from the centralized call routing switches. The “Total Call
Waiting Seconds™ is a sub-component of this measure. which BellSouth systems
calculate by monitoring the total number of calls in queue throughout the day multiphed
by the time (in seconds) between monitoring events. The “Total Calls Served” is the
other sub-component of this measure. which BellSouth systems record as the total
number of calls handled by Operator Services Toll or DA centers.

The Percent Answered within “ X" Seconds measure for Toll and DA is derived by
using the BellCore Statistical Answer Conversion Tables. to convert the Average Speed
to Answer measure into a percent of calls answered within " X" seconds. The BellCore
Conversion Tables are specific to the defined parameters of work time. = of operators.
max queue size and call abandonment rates. Any benchmarks for the Percent Answered
Within "X Seconds, either the establishment of a minimum percentage or setting the
“X" seconds level, are driven by individual state Public Service Commissions.

Current BeilSouth call center switch technology and business operations do not provide
mechanized measurements differentiating berween human versus machine call answer
processing methods.
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Service Qual:n Measurements AR
Regional Performance Reports

OPERATOR SERVICES: TOLL ASSISTANCE AND DIRECTORY ASSISTANCE (Toll. DA)

Reporting Dimensions: . Excluded Situations:

¢ Toll Assistance (Toll) in Aggregate Y e Calls abandoned by customers prior to answer
e Directory Assistance (DAY in Aggregate : ~v the BST Toll or DA operator

e State

Data Retained (On Aggregate Basis):

e Month
o Cail Toper Toll ar DAY
e Average Speed of Answer

Report Formats:
Separate Reports will be produced for Each State in the BellSouth Region:

' Operator Services: Toll & Directory Assistance

REPORT OPERATOR SERVICES TOLL AND DIRECTORY ASSISTANCE
REPORT PERIOD: XX/XX/18XX - XX/ XX/ 19XX

STATE.

AVERAGE SPEED TO ANSWER | % ANSWERED WITHIN "X" SECONDS
TOLL ASSISTANCE X % within "X" seconas
DIRECTCRY ASSISTANCE X % within "X" seconds
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Service (QUaitty Measurements RERIVINT:
Regional Performance Reports

E9t
Function: Timeliness and Accuracy
Business ¢ BellSouth's goal 1s to maintain 100°4 accuracy n the E911 database for all s
Imphications’ CLEC resale and retail customers by correctly processing all orders for E9 1 |
database updates. The 911 database update process ensures that the CLEC's
| updates are handled in parity with BST s updates. BST uses Network Data Mover
© (NDM) to transmit both CLEC resale and BST retail E91 1 updates to SCC (thurd
: party E911 database vendor) once per day for the entire region No processing
Jdistinctions are made berween CLEC records and BST records  These updates are
‘ processed w::iin 24 hours
e  Facility-based CLEC ES1 ! providers are responstble for the accuracy of therr data
that 1s input into the E911 database Facilities-based CLEC record updates are
transmitted by the CLEC directly to SCC without any BST involvement
' o When BST retail or resale records experience errors in SCC’s svstem. the errors are
not returned to BST for correction. Instead. SCC handles and corrects all errors
within 24 hours for both CLEC resale records and BST retail records.
¢  BellSouth through its E911 third party vendor provides accuracy and timeliness
measurements for BST and its CLEC resale customers. [n addition, BellSouth
through its E91 1 third party vendor provides an accuracy and timeliness report for
facilities-based CLECs.
Measurement 1. E911 Timeliness = — (Number of Confirmed Orders) - (Number of Orders missed in
Methodology: Reporting Period) (Number of Orders Confirmed in Reporting Period) X 100
Definition: Measures the percentage of missed due dates of 911 database updates
Methodology:
Mechanized metric from ordering system
2. ESI1 Accuracy = T (Total number ot SOIR orders for E911 updates) - Toral
number of Service Order Interface Records (SOIRs) with errors generated from Daily
TN activity (based on the E911 Local Exchange Carrier Guide for Facility-Based
Providers) (Total number of SOIR orders for E911 updatesi X 100
Definition: Measures the percentage of accurate 911 database updates
Methodology:
Mechanized metric from ordering syvstem
Reporting Dimensions: Excluded Situations:
e Facility-Based CLECs (Specific/Aggregate) ® Any order canceled by the CLEC.
¢ BST Aggregate (Includes CLEC resale e Order Activities of BST associated with
customers) internal or administrative use of local services
¢  State and Regional Level
Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance.
e Report Month ¢ Report Month
¢ CLEC Order Number e Error Type
¢ Order Submission Date e Average number of error
¢ Order Submission Time ¢  Standard Order Activity
¢ Error Type e  State and Region
e Error Notice Date
¢ Error Notice Time
o  Standard Order Activity
¢  State and Region
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EQL!

E911 Timeliness

service Juanty Medzarements
Regional Performance Reports

E9it Timehness ®5 within 24 Hours

CLEC A

CLEC AGGREGATE

BST AGGREGATE

AL A

E911 Accuracy

EQ11 Accuracy %

CLEC A X
CLEC AGGREGATE X
BST AGGREGATE X
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Service Quaiin Medasarements T
Regional Performance Reports

TRUNK GROUP PERFORMANCE

Function: Interconnection Trunk Performance

Measurement In order to ensyre quality senvice to the CLECs as well as protect the mtegnts ot the

with the CLECs as well as all other trunk groups in the BST network.

Measurement
Methodology:

1. Comparative Trunk Group Service Summary: Provides comparative
measurements of number of trunk 2roups exceeding the threshold 1n at least one
measurement interval « - ~our) durng the reporting month, 25 well as total number
of 'runk groups measur. o

i

Overview: 1 BST network. BST collects traffic perfermnance data on the trunk groups tnterconnected
L
A

|

5 2. Trunk Group Service Report Cortains the service performance results of all

| final trunk groupsiboth BST admin:stered trunk groups and CLEC administered

i trunk groups) between Point of TerminationtPOT) and BST tandems or end ortices.
by region, by CLEC, CLEC Aggregate and BST aggregate.

Specificaliv measures total number ot trunk groups. number of trunk groups
measured, and the number of trunk groups with blocking factors exceeding the
blocking threshold in one or more © hour measurement intervals during the report
month

3. Trunk Group Service Detail: Provides detail list of all final trunk groups between
POTs and BST end offices or tandems (A-end and Z-end for BST Local trunks)
including the actual blocking performance when blocking exceeds the measured
blocking threshold. The blocking performance includes observed blocking for a
particular Trunk Group Sertal Number{ TGSN)

Blocking thresholds for all trunk groups are 3%. except BST CTTG. which 15 2%

Measured Blocking ={(Total number of Blocked Calls)(Total number of
Attempted Calls)] X 100

Reporting Dimensions: Excluded Situations:

—4 4

¢  BST Trunk Group Aggregate

¢ CLEC Trunk Group Aggregate
s CLEC Trunk Group Specific

®  State and Region Level

e  Trunk Groups for which valid traffic data
measurement unavailable.

Data Retained Relating to CLEC Experience: Data Retained Relating to BST Performance:

Report Month : »  Report Month

Total Trunk Group for which data available
Threshold exceptions

Exceptions percent of the total

State and Region Level

Exception Trunk detail

e o & & o & O

Total Trunk Groups U

* & o @

Total Trunk Groups

Total Trunk Group for which data available
Threshold exceptions

Exceptions percent of the total

State and Region Level

Exception Trunk detail

Page 31




Service uass Medsaraments

Regional Performance Repors

TRUNK GROUP PERFORMANCE

1. Comparative Trunk Group Service Summary

BRI

CLEC! CLEC Aggregate G BT cal
2 Trk 4irps Total Trk Grps =Taams T T s © T nms A T s Ttps | T Tk G
Blacked | Measured Bicass | Mepres 8 ke Measared 1 Broed | Measures
N ! X J \ ! N X S i \ H
2. Trunk Group Service Report
CLEC 1
Region
BST Administered ALl ca] k] walms] nc ] N ]sc| sF| ™™ ] ToTAL
Total Trunk Groups X X X x X X X X X x X
Trk Grps Meas/Proc x x x x x x x x x x X
Tot Gros > 3% observed blocking x X x X X x X x X x x
|
CLEC Administered
Totat Trunk Groups x X « x X x X x X x x
Trx Grps Meas/Proc x x X x X X X X X X X
Tot Grps > 3% observed biocking X x x x x x x X X X X
TOTAL
Total Trunk Groups X X X X X X X X X X x
Trk Grps Meas/Proc X x x x X X X x X x X
Tot Grps > 3% observed blocking X X X x x X x X X X x
CLEC Aggregate
Region
BST Administered AL | GA | xy | A i ms| Nc | NF ] sc| sF| TN | ToTAL
Total Trunk Groups X X X X X X X X X X X
Trk Grps Meas/Proc X x X x X X x X x X x
Tot Grps > 3% observed blocking X b3 X X b3 X X X X X X
CLEC Administered
Total Trunk Groups X x X X x X x X x x X
Trk Grps Meas/Proc: X X X x x x X X x x X
Tot Grps > 3% observed blocking X X X x X x X X X x x
TOTAL
Total Trunk Groups: x X x X X X x x X x X
Trk Grps Meas/Proc: X X x X X X X X X X X
Tot Grps > 3% observed blocking x X x x X x x X x x x
PCT! X x X X X X X X X X X

Page 32




TRUNK GROUP PERFORMANCE

Service Judily Megsurements
Regional Performance Reports

BellSouth CTTG Trunk Group

|

Region
BST Admiristered [ac]oa] kv [ walms ne [ nF [sc] sF [ TN [ToTAL
Totai Trurk Groups X X x x < x X X X x x
Trk Gros Meas.Prec - ‘ X x X x X X X x X X x
Tot Gres > 27- 2ose~ed Tlock:ng - x X . « X X « x x X
!
~depengert Aagministered
Total Trunk Groups oox x x X x X X X X x x
Trk Grps Meas/Proc X X x x X x X X x x x
Tot Grps > 2% observed blocking X x X x x X x x x x x
TOTAL
Total Trunk Groups X x x X X X X X x x x
Trk Gmps Meas/Proc X X X x X X X X X X X
Tot Grps > 2% observed blocking x x X X x X x X X X x

BellSouth Local Network

Region
BST Administered ALl Gal ky [ ta[ms| Nc ] NF]sc] se] v roma
Total Trunk Groups x x x X x x x X x x X
Trk Grps Meas/Proc x x X X x x X x x x x
Tot Gmps > 3% observed blocking X X b3 X x X x X X x X
3. Trunk Group Service Detail
CLEC
BST CLEC OBSVD VAL \BR
ORDERED TGSN SWITCH POT DESC MAX BLKG TKS DAYS RPTS RMKS
X X X X X X X X X
BST Common Transport Trunk Group
END OBSVD VAL SBR |
ORDERED | TGSN TANDEM OFFICE DESC MAX BLKG TXS DAYS RPTS RMKS
X X X X X X N N S
BST Local Network
OBSVD VAL NBR
ORDERED TGSN A-End Z-End DESC MAX BLKG TKS DAYS RPTS RMKS
X X X X X X X X X




Service Quahity Measurements HIVRCT:
Regional Performance Repons

TRUNK GROLP PERFORMANCE

Trunking Definitions

Field Name Description | Data Type

Swatch [dentifier for the BellSouth end T AlphaNumit 1)

the Trunk Group. {

Part of 37 character Common }

Larguage Location [denufiertCLLD

<ode

Identifier for the CLEC Paint of CAlphaNumiet b

Terminationt POTiof the Trunk

i Group.

Part of 37 character Common

Location Language identfiertCLLL ‘

code.

TANDEM Identifier for the BellSouth Tandem | AlphaNum(11)

end of the Trunk Group.

Part of 37 character Common

Language Location [dentifiertCLL)

code.

END OFFICE ldenuifier for the BellSouth End AlphaNum¢ 1)

Office of the Trunk Group.

Part of 37 character Common

Location Language ldentifiercCLLD)

code.

A-END [dentifier for the BellSouth AlphaNum(l11)

Originating Low Alpha end of the

Trunk Group.

Part of 37 character Common

Language Location Identifier(CLLD

code.

Z-END Identifier for the BellSouth AlphaNumti b

Terminating High Alpha end of the

Trunk Group.

Part of 37 character Common

Location Language Idenufier(CLLD

code.

DESCRPT Describes function/operation of the AlphaNum(135)
Trunk Group. ‘

Part of 37 character Common

Language Location Identifier(CLLD)

code.

; TGSN Unique trunk group identifier. AlphaNum(8)

; (Trunk Group Serial Number)

OBSVD BLKG Blocking ratio determined from Numeric

traffic data measurement.(Total

number of calls blocked/Total

number of calls attempted)

N W

POT
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Service Quaiiny Measurements
Regional Performance Reports

TRUNK GROUP PERFORMANCE

Trunking Definitions (Continued)

Field Name ] Description » Data Type
1
TKS ! Total number of trunks 0 service n i Numeric
. atrunk group !
VAL DAYS Total number of vahid dass of T Numeric
. measurement |
NBR RPTS i Number of consecutive monthly I Numeric(2)
reports for which the trunk group |
exceeded the measured blocking
threshold \‘
RMKS | Cause of blocking and or release i AlphaNum
plan

R
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Senvice Quann Megsurements
Regional Performance Reports

Appendix A Reporting Scope

Standard Service Groupings

v Pro-Order Oracring

s  Resale Residence
¢ Resale Business
e Resale Spevia

e Local interconnection Trunks

e U\NE
o  UNE - Lovpsw LNP

Provisioning

o UNENon-Design

e UNE Design

e UNE Loopsw LNP (See note Page 173)

| « Local Interconnection Trunks

i & Resale Residence

e Resale Business

e Resale Design

e BST Trunks

¢ BST Residence Retail
e BST Business Retail

Maintenance and Repair

e Local Interconnection Trunks

e UNE Non-Design

e [UNE Design

UNE Loops w LNP (See note Page 17)
Resale Residence

Resale Business

BST Interconnection Trunks

BST Residence Retail

BST Business Retail

Local Interconnection Trunk Group Blockage
e BSTCTTG Trunk Groups
o CLEC Trunk Groups
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